AN IVESTIGATION IN TO HOW HUMAN CAPITAL DEVELOPMENT INFLUENCES SALES PERFORMANCE IN THE INSURANCE INDUSTRY IN KENYA: A CASE STUDY OF RESOLUTION HEALTH SERVICES by WANGUNY, NAOMI MUGURE
  
AN IVESTIGATION IN TO HOW HUMAN CAPITAL DEVELOPMENT 
INFLUENCES SALES PERFORMANCE IN THE INSURANCE INDUSTRY IN 
KENYA: A CASE STUDY OF RESOLUTION HEALTH SERVICES 
  
 
 
 
 
 
 
 
NAOMI MUGURE WANGUNYU 
 
 
 
 
 
RESEARCH PROJECT SUBMITTED TO THE SCHOOL OF MANAGEMENT AND 
LEADERSHIP IN PARTIAL FULFILMENT OF THE REQUIREMENTS FOR THE 
AWARD OF THE DEGREE OF BACHELORS IN MANAGEMENT AND 
LEADERSHIP OF THE MANAGEMENT UNIVERSITY OF AFRICA. 
JULY, 2017
ii 
 
DECLARATION 
This project is my original work and has not been presented in any other university or institution for 
academic credit.  
Signature:……………………………… Date: …………………………………. 
NAOMI MUGURE WANGUNYU 
ODL-BML/06/00253/2/2015 
 
 
SUPERVISOR: 
This project has been submitted for examination with my approval as the appointed university supervisor. 
Signature:……………………………… Date: …………………………………. 
Mr. Tom Kawino  
The Management University of Africa 
 
 
 
 
 
 
 
 
 
 
 
 
iii 
 
DEDICATION 
With tremendous love, I dedicated this project to my wonderful children Michael Katana and Latasha 
Furaha who have been my source of inspiration and have been patient with me for the periods that I was 
grossly involved in this great work.  I specifically dedicate this work to my husband who has tirelessly 
stood with me and made sure that I give all it takes to finish what I started.  His patience, constructive 
criticism and encouragement have made it possible for me to conclude this research. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
iv 
 
ACKNOWLEDGEMENT 
My deepest gratitude to God Almighty for His guidance and providence for all that was needed to 
complete this project and the program for which it was undertaken.  Secondly, my sincere appreciation to 
Management University of Africa fraternity for according me an opportunity to study at this notable 
university.  In particular I want to appreciate my able supervisor Mr. Tom Kawino whose support, 
guidance, patience and constructive criticism have enabled me to make this work as original as it can be.  
Through him I have experienced the meaning of true research and my knowledge of the subject under 
study has been broadened, making my research a reality. My special thanks also go to the management of 
Resolution Health Services for the opportunity to carry out the study in their organization.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
v 
 
ABSTRACT 
The research study aim was to investigate how human capital development influences sales performance 
in the insurance industry in Kenya a case study of Resolution Health Services   with specific objectives 
being : to determine how employee motivation affects sales  performance at Resolution Health Services; 
to establish how organizational culture affects sales performance at Resolution Health Services; to find 
out  how work environment  affects sales performance at Resolution Health Services; to determine how 
staff benefits affects sales  performance at Resolution Health Services. The researchers shall be able to 
use this research study as a reference to what they will do in future not forgetting that it will be used as a 
source of literature review to their studies. Descriptive research design was adopted by the researcher. The 
research populations were the staff of Resolution Health Services    while the study population was 250 
staff at Resolution Health Services. 75 respondents were chosen through random sampling that was 
stratified. The researcher employed secondary information sources which were obtained through reading 
relevant literature available in the library, various documents, publications and reports including, journals, 
and magazines. The research questionnaires were administered by the researcher herself.  This was 
through reading relevant literature available in the library, various documents, publications and reports 
including, journals, and magazines. Data was analysed through frequency and descriptive statistics. Data 
is presented with aid of graphs and pie charts.  The study established that certain practices that meant for 
providing staff with training and skills positively influence employee perception on performance hence 
increased sales; other practices such as rewards that are performance based that provide staff with more 
information on organizational objectives have a meaningful influence on staff performance. The study 
recommends the management of Resolution Health Services should not only remunerate their staff fairly 
according to responsibilities and duties they perform, but Human resource manager at Resolution Health 
Services should ensure that promotions are awarded on merit, as employee satisfaction level increases 
through fair and equitable pay.   
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DEFINITION OF TERMS  
Employee Motivation : Is a psychological feature that arouses an employee to act towards 
realization of a certain goal and sustains goal directed behavior. 
Human Resources Management : Management of an organizations human capital. It deals with 
attraction, selection, training, assessment and rewarding of 
employees. 
Performance : It is what an individual is expected to deliver within a given period 
of time.  
Performance Appraisal System : Is the process which involves setting standards for employee’s 
performance which involves measuring performance, providing 
feedback and recommending areas for improvement.  
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CHAPTER ONE 
INTRODUCTION 
1.0 Introduction  
This section outlines study background, statement of the problem, study objectives, study questions, 
importance and study scope. The chapter presents background of the study which was to investigate how 
human capital development influences sales performance in the insurance industry in Kenya a case study 
of Resolution Health Services. 
1.1 Background of the Study 
Staff performance is considered as one of the factors that maintains effective and efficiency in the 
organization as well as the efforts that make sure organization becomes competitive in the market level. 
Organizations cannot be formed without existing staff, for that reason managers have to determine the 
causes that lead to deteriorating of sales performance. Sales performance is both affected by external and 
internal forces. The external forces that influence sales performance include competition, technology and 
working environment, while the internal forces include ability, motivation levels, skills and   knowledge. 
Therefore it is important to understand how internal forces as well as external forces affects performance 
of employees  (Green & Heywood, 2007). 
According to Pinder (2008) efficiency of sales performance can be determined by natural aptitude or 
talent or the skills the person has acquire over time and motivation. A person may be motivated to perform 
certain tasks but he does not have the necessary skills and ability to perform the job.  For this reason the 
performance can still be affected due to inadequate skills required.  Positive staff perception in terms of 
ability, motivation and conducive working environment are important to enhance and drive interests of 
employees to accomplish organizational goals (Gray, 2011). Employees with high level of motivation 
will put more efforts in completing their job hence performance level will increase as well as enhanced 
work progress.  According to Amar (2012), productivity levels can be enhanced and motivation and 
economic wellbeing can be increased as well.  In other words if staff are not motivated to perform their 
duties, their personal satisfaction cannot be achieved and as a result performance level will be low hence 
decrease in productivity. Once productivity is reduced the finances of that organization will go down in 
the market. Kreitner and Kinicki (2011), workers' ability in determining the effectiveness of sales 
performance is crucial for the organization, although staff with high motivational level can still perform-
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well if they possess sufficient skills. In order for staff to remain relevant at the work place they have to 
make sure that they have the ability to perform better than others in any assignment given to them by 
their employers.  Individual performance can be identified by role perception (Locke, 2011). Employee’s 
role perception is crucial in determining staff performance, because each staff has a clear perception on 
what tasks they are going to accomplish and they can commit and put more efforts in achieving the goals 
without any doubt. 
 
On the other hand if staff have role ambiguity they are unclear of what their actual roles are  and they 
cannot concentrate on their jobs and may luck self-confidence when working due to psychological effect, 
hence it can affect staff performance level. It has been established that several environmental factors 
influence and affect the performance of employees and this include competitors, work place hygiene, 
organizational policies and working environment among others (Lucas & Diener, 2007). 
1.1.3 Profile of Resolution Health Services 
Resolution insurance was registered in Kenya in 2012 as medical insurance provider and in 2013 the 
organization was licensed by general insurance regulatory to provide workmen compensation, personal 
accident, and liability, medical and miscellaneous classes of general insurance business.  The current 
medical cover membership based is over 60,000 members.  With over 300 employees Resolution 
Insurance has a very strong brand in East and Central African.  With their rallying cry “your health is our 
priority” the organization has realized a massive growth of its members.  Covering over 140,000 both 
individual and corporate members, they have managed to have a turnover of 2 Billion shillings every year. 
Resolution has over 320 in house sales representatives and about 100 independent representatives 
nationwide.  Some of the products sold include: illness and accident hospitalization medical cover, rescue 
and evacuation cover where by a member is picked from the scene of accident by their very fast 
ambulances, funeral benefits where if a member dies the family is given some money to take care of the 
funeral benefits, hospital cash back where by a member is given some money to cushion themselves for 
the time they have been hospitalized, personal accident cover among other benefits.   
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1.2 Statement of the Problem 
Increased changes in business environment has driven strategic options such as restructuring, downsizing, 
mergers and privatization and have rapidly increased conflicts at work place that has affected sales 
performance. Insurance sector with enormous resources and global network have not been spared this 
trial. Resolution Health Services has been battling with increased conflicts at work place that has been 
emanating from new business strategic options aimed at reorganizing its competitive advantage. 
Ingenuities related to reduction of labour cost, reviewing and renegotiating staff benefits agreement. The 
strategic focus is to achieve 6.5% insurance penetration by 2020 is far from realization compared to 2015 
which was at 2.79% while in 2014 it was at 2.93% this penetration are affected by the rebasing of the 
growth domestic product the low penetration is indication of untapped opportunities for insurance 
business.  Local studies have been conducted; Wambua (2004) studied factors influencing sales force 
motivation in insurance companies in Kenya and found that structured incentives, training and 
development, clear communication, recognition and reward were the outstanding factors. Boen (2011) 
investigated the relationship between staff participation in decision making and motivation in commercial 
banks in Kenya. The study revealed that involvement in decision-making tended to empower employees 
and was positively related to high motivation levels.  
 
From the researcher’s observation, none of these local studies have investigated how human capital 
development influences sales performance in the insurance industry in Kenya; the studies above shows 
there is an existing information gap which the researcher was motivated to fill by conducting the current 
study. 
 
1.3 Objective of the Study  
The underlying study objective was to investigate how human capital development influences sales 
performance in the insurance industry in Kenya with reference to Resolution Health Services    
1.3.1 Specific Objectives   
i. To determine how employee motivation affects sales  performance in insurance industry in Kenya 
with reference to Resolution Health Services 
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ii. To establish how organizational culture affects sales performance in insurance industry in Kenya 
with reference to Resolution Health Services 
iii. To find out  how work environment  affects sales performance in insurance industry in Kenya with 
reference to Resolution Health Services 
iv. To determine how staff benefits affects sales  performance in insurance industry in Kenya with 
reference to Resolution Health Services 
1.4 Research Questions   
i. Does employee motivation affect sales performance in insurance industry in Kenya with reference 
to Resolution Health Services? 
ii. Does organizational culture affect sales performance in insurance industry in Kenya with reference 
to Resolution Health Services?  
iii. To what extent does work environment affect sales performance in insurance industry in Kenya 
with reference to Resolution Health Services? 
iv. To what extent does staff benefits affect sales performance in insurance industry in Kenya with 
reference to Resolution Health Services? 
1.5 Significance of the Study 
1.5.1 To Management Resolution Health Services      
To Resolution Health Services, the results obtained from this study will generate insight that can assist 
programmes in developing effective performance measurement strategies for it will enable organizations 
to identify and develop guidelines that will enhance the sales performance. 
1.5.2 To the Government 
To the government the study will help in policy formulation in regardless to performance measurement in 
public institutions and  will provide input when drafting the framework for consolidated regulation. 
1.5.3 To Academicians and Scholars 
The findings will act as a reference point to other researchers in the same field thus facilitating their 
studies. To academicians and scholars, the study findings will be beneficial to forming the basis for future 
research on the subject, providing a critical examination of the field. The findings of this study will provide 
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future researchers interested in this area with references and relevant literature to complete their research 
work.  
1.6 Study Scope  
The research was restricted to Resolution Health Services in Parkfield place, Muthangari drive, off 
Waiyaki, Westlands, in Nairobi. This would give enough ground to generalize the findings. The researcher 
believes that this will provide adequate population and sample for the study and therefore gave reliable 
results and findings. However, the study was carried out during the month of May 2017 to July 2017. 
1.7 Chapter Summary 
This chapter guided as the principle upon which literature was reviewed, research carried out and analysis 
made. The chapter has discussed the study background, problem statement highlighted study background, 
problem statement and it also highlighted study objectives, research questions and the importance. This 
chapter has laid out the basis in which the research was carried upon. 
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CHAPTER TWO   
LITERATURE REVIEW 
2.0 Introduction   
In this chapter the researcher has reviewed literature that explores what has been done on usefulness of 
measuring organizational performance using the balanced scorecard. Literature review comprises 
documentation of information that relates to the subject under investigation. Moreover, it helps determine 
new approaches and stimulates new ideas. The chapter further present theories related to the study, 
empirical literature review, research gaps, conceptual framework, operationalization of variables and 
chapter summary.   
2.1 Theoretical Literature Review  
2.1.1 Maslow’s Hierarchy of needs theory    
Maslow’s Hierarchy of needs theory places employee’s needs into five categories which include basic 
physical needs, needs for personal growth and career growth and development. According Maslow 
employers should meet each level of employee’s needs, for the employee to fully commit to organizational 
goals. Employers who fail to meet employees need at any level of the hierarchy can easily create lack of 
fulfilment in staff professional lives which cause them to eventually try to fill these needs on their own 
way which is possibly finding a new employer who can provide better opportunities to satisfy their needs 
(Juan, 2010). 
Maslow’s Hierarchy of needs theory was adopted in the model framework for development purpose and 
it does not assume the decision making that is rational, but rather it incorporates both unforced and 
thoughtful decision making. Human behaviour is assumed to follow a consistent, reasonable and often 
automatic path which may be biased, irrational and inaccurate (Folan & Browne, 2015). Human behaviour 
is based on various behavioral criteria such as occurrence, extent and contradiction. Interest behaviour in 
this study applied the underlying theory to launch and decide the dynamics under the current study.  
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2.1.2 Expectancy Theory   
According to Ferris (2007) expectance theory is a set of decision theories of work of motivation and 
performance.  Perception plays a vital role in this theory because it emphasizes on cognitive ability to 
anticipate likely consequences that result from behavioural action (Kinicki, 2003). As explained by Vroom 
(1964) the expectancy theory has two major assumptions that is individuals have a perception about the 
concerns that result from their interactive engagements and casual relations among the outcomes and 
second assumption is individual has effective reactions to certain outcomes that is both positive and 
negative value.    
According to this theory individual are motivated to perform by two expectations. Expectancy is the 
probability that the effort will always lead to desired performance and second expectancy is that particular 
performance will lead to preferred outcomes. While some efforts will not be rewarded, the employee will 
not be motivated with to perform specific task. Expectancy theory relies upon motivators to clarify the 
causes of behaviour at a work station, external rewards are viewed as motivators that fuel behaviour as 
opposed to intrinsic motivators when behaviour are driven from internal forces ( Isaac, 2011).  
 
2.2 Empirical Literature Review  
2.2.1 Employee Motivation and Sales performance   
In his study, Armstrong (2008) indicated that there are more methods of staff motivation as there are 
organizations operating business in the global business setting. He stated that some of the motivational 
strategies are predominant across all organization determined to improve staff motivation.  Different 
organizations have the same departments with different motivators; they kinder find a reward system that 
is flexible. Dessler (2008) discuss the issue of motivation and he suggests that workers feel personally 
responsible for a meaning portion of work accomplished.  An employee must feel ownership and 
connection with the performed duty. Decent compensation has been associated over the years to be one 
policy which organizations adopts to increase employee performance and productivity. Most employers 
have realized the fact that staff performance goes a long way to determine organization accomplishment. 
Companies must identify who are their outstanding workers, staff that needs additional training and the 
ones that contribute to the welfare of the firm. Sales performance should be assed at all levels of 
employment such as job enrichment, job rotations and promotion (Peng, 2009). 
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Study by Dessler (2008) continued saying the outcome of an employee work must have and add value to 
the organization. Mullins, (2011) stressed that  for as long as for as long as organizational dynamics have 
been studied , scholars have been struggling  to understand human relations dynamics at work place, that 
affects sales performance. Establishment’s obligation to consider the type of employee engagement 
because is one fact that is most likely to predict firm’s ability to produce results with customer care, staff 
retention, and productivity and work place safety.  Staff motivation is one of the major issued faced in 
organization, and its task of every employer to motivate he employees (Denny, 2010). 
 
In a study Grant (2008) conducted on employee motivation, his finding were that motivated employees 
are more oriented torwards freedom and automony , self driven compared to non motivated staff. The 
study outcomes accomplished the association between job satisfaction and staff motivation. Another study 
by Sirota( 2005) surveyed 135,000 respondents from different countries on organization implementing  
different motivations programs that invovled equity and achievement , 45% of the respondents considered 
that organization with enthuasistic employee were well motivated. Asim (2013) also carried a study on 
effects of employee motivation on employee performance, and the findings and conclusion were if staff 
are more motivated their performace will definately increase.  
 
According to Yang (2008) study on individual performance, his findings were that individuals 
performance are had to verify, he asserts that organization can use rewards based on rewards and direct 
bonuses on individual performance if employee performance is noticeable. With agreement with Yang 
(2008) Bishop (2011) carried an investigation of employee performance and he revealed that   recognition, 
acknowledgment and reward of performance of employees direct discrimination between employee 
productivity. Kovach (2007) carried a study on industrial employees and he asked them to rank ten job 
rewards where 1 represented the most preferred while 10 being the least. And the results were as follows; 
1. Indebtedness of job fully done 2. Personal belonging, 3. Assistance with personal issues, 4. Job 
protection 5. Better pay and wages, 6. Interesting work 7. Promotion and growth 8. Employee royalty 9. 
Better working conditions 10.tactful discipline.    
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2.2.2 Organizational Culture and Sales performance 
In their study, Koberg and Chusmir (2007) descibe culture with adjectives such as driving, taking risk  
risk, creativity, challenging, pressurized, result oriented and enterprising. According to Berson, Oreg and  
Dvir (2008) organizational bureaucratic emphasis on rules, regulations and efficiency has clear lines of 
responsibility and authority. Firms with higher bureaucratic will higlight predictability and consistency 
through structures, rules and procedure which can often affect employees negatively. According to Koberg 
and Chusmir (2007) supportive dimension include trust, friendlyness, warmth and relationship oriented. 
Berson, Oreg and  Dvir (2008) indicated that work environments that is suppotive is characterized by 
safety, trust and collaborative atmosphare. Organizations where culture can be seen as unit of a family the 
staff feels commited to the firm. Members who share organizational values and belief are often 
commitment to the organization (Akaah, 2013).  
 
Several studies that have been conducted indicates that there is a relationship between sales performance 
and organizational culture. Magee (2002) indicated that organizational culture is inherently connected to 
organization practices, therefore company culture is conditional on the culture of organization. The 
findings by this author is that organization allows staff to be acquinted with organization history as well 
as methods of operations.  A study by Ojo (2009) assesses and analyzed the impact of corporate culture 
on employee sales performance as well as productivity in organization in Nigerian Banks. Hes finding 
were that orgainzational culture affects sales performance. A study by Daniel (2011) on organization of 
work and decision making on financial performance, his study found out that organizational culture was 
predictive of short term performance. This when performace is defined with indicators such as return on 
sales, investment and assets.  
 
A study by Sinicks (2006) established that corporate culture can help business drive results, and culture 
can lead to superior performance, in his surveys he designed to measure the correlation between attitudes 
and employee behaviors that define organization culture  and financial implications.reserach findings by 
Vandenberd and Renn (2009) on employee performance  and organizational culture, the outcomes were 
that most companies assert performance as dependent variable which seeks variations on organizational 
culture. The findings were that organizational culture is theortically related to performance and has a 
positive influence.  A study by Bowen (2009) highlighted that the role of culture is important in sustaining, 
nurturing and enhancing organization performance. In addition a study by Kopelmal (2010) indicates that 
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organizational cultural system adds to the coordinations of assignments and minimizes inefficiency in 
employees effoer and organizational resources 
 
2.2.3 Work Environment and Sales performance    
Studies in work environment mostly focus on factors such as time off, professional development,  work 
hours, job quality, workload, team work, work life balance, organization change, quality of supervision 
and career plans are neccesary tools that help employees to be productive.  Other factors include workplace 
space, proper lighting, correct seating and complience with occupational health and safety guidlines.  Poor 
working conditions due to physical elements leads to low employee productivity and job disatisfaction 
(Behling, 2008). There is a growing recognition of work environment factors affects staff performance, 
and basically the work environment  affects  the quality of work life, organizational outcomes and 
individual quality of  work life   (Burnet, 2011).  
 
There are several studies that links sales performance and working conditions. A survey conducted by 
Hughes (2007) reported nine out of ten employees believes that workspace affects attitude of the employee 
and increases productivity. A study by Chandraseker (2011) confirmed that unhealthy and unsafe 
workplace environment in terms of excessive noise, poor ventilation; poor lighting among others affects 
staff productivity. A study conducted by Strong (2007) observed that social, physical and organizational 
context serves as impetus for activities and tasks considerably influence staff performance. A study by 
Behling (2008) established that safe and healthy working conditions determines performance of 
employees, the influence of working environment which is composed of social, physical and 
psychological factors has been under study in the last two decades.  In a number of studies job satisfaction, 
job performance, employee motivation and health have been found to be influenced by psycho-social 
working environment of the organization (Bent & Freathy, 2007). 
 
Studies by Naharuddin and  Sadegi (2013), Chandrasekarr (2011) and Vischer (2008), all indicated that  
performance will increase if the right working envirionment both physical and psychosocial are both 
provided. Khan (2011) did a study on the impact of workplace  environment and infrustracture on 
employee performance. He sampled 150 respondents in Pakistan education sector and concluded that 
workplace incentives have a positive impact on employee performance while infrustracture had no 
significance impact on employees. Other studies that have examined the impact of working environment 
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factors such as funiture, size of the work station, work storage affects team work (Visher, 2008).  The 
working environment includes work activities and organization of work, health, skills, well -being and 
safety, work life balance, training, pay are considered important aspects of working conditions.  Variations 
in working conditions can generate serious industrial relations issues (Oribabor, 2010). 
2.2.4 Staff Benefits and Sales Performance 
An online study was carried out by Garlick (2009) on potential preferences of performance incentives in 
order of preference. The target population of 1913 permanent employees  this incentives included rewards 
such as cash bonus, gift card, award points,  travel awards, freedom and autonomy to work, and being 
assigned a mentor. Cash bonuses was the most preferred at 74%,  the results showed that offering cash 
bonuses does not seem to make much impact on performance despite the fact it was the most preferred 
reward, his study also established that offering exclusive cash bonuses only seems to have a little impact 
on organization performance 
 
Retaining employees for longer periods of time helps to attract and retain the right caliber of staff to meet 
organizations evolving needs (Armstrong, 2009).  Ali and Ahmed (2008) investigated the impact of 
reward and recognition programs on employee motivation and satisfaction. The Pearson correlations used 
in data analysis established that there is a positive relationship between motivation, reward and 
satisfaction.  The major finding was that factors affecting satisfaction were payment at 86%; promotion 
74%; working conditions 61% and personal issues at 37%.  Mollen and Duberg (2010) carried a study on 
reward system in the healthcare sector, the challenge of the study was how reward system was designed 
in the healthcare and weather the current reward system affect the quality of service offered. The aim of 
the study was to determine the extent of knowledge of reward system and what were their effects on 
quality of healthcare, the methodology was qualitative in nature and interviews were conducted on six 
managers in both public and private firms. The empirical literature was based on wage conditions and 
theoretical literature was on reward system and motivation, the finding established that salary is an 
important aspect in the reward system; however other benefits like bonuses and shares generated enjoyable 
workplace. Results showed that conditions for reward system in public organization were limited due to 
inadequate resources   and complex organization structures with old traditions, they recommended that 
public organization must reconsidered and redesign a reward system similar to those of private 
organization.  
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2.3 Summary and Research Gaps 
Organizations have adopted different approaches with the aim of promoting innovativeness and improving 
performance especially in sales and marketing. The study established that certain practices such as 
providing staff with training and skills positively influence employee perception on performance hence 
increased sales; other practices such like rewards that are performance based that provide staff with more 
information on organizational objectives have a meaningful influence on staff performance. To the 
increase quality of employee performance, training and development should be among the HR policies as 
training and development is vital for both organization and staff improvement. Employee training provides 
individual development and broadens staff knowledge and capabilities for well-organized team work.  
Working conditions and good remuneration will attract and retain and also motivate employees who 
understand the organization details. 
There is an exciting gap that needs to be filled in that large numbers of sales representative are employed 
in the insurance industry in order to penetrate the market without considering the sales representative 
human capital development hence the researcher was motivated to conduct the current study.  Most of the 
studies that exist focused on relationship between the firm’s characteristics (Ochilo, 2009); financing 
(Ebei, 2013); customer relation management, Nwagbara (2009) and the growth of the insurance industry 
(Wanjau, 2010).  However less focus has been paid on the drivers of the sales performance as key strategy 
to improving sales. 
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 2.4 Conceptual Framework 
 
An independent variable is that variable that the investigator uses in order to control the dependent 
variable.  
Figure 2.1: Diagram showing the relationship between theories, independent and dependent 
variables 
           Theories                                  Independent Variable                 Dependent Variable 
 
 
 
 
 
 
 
 
 
2.5 Operationalization of Variables 
2.5.1 Employee Motivation   
The study measured employee motivation through reading relevant documents and reports and 
questionnaires were also distributed to the respondents. Employee motivation shows the results of 
calculated selections made from additional viewpoints which make essential developments in other 
operations; the financial numbers will always improve.  
2.5.2 Organizational culture 
The study measured organizational culture  through  reading relevant documents and reports and 
questionnares were also dustributed to the respondents. Through observation organizational culture  
hinders sales growth, violates human rights and increase inequality. Organizational Culture establishes 
itself in the staff, managers and firms policies. Strong culture can be attained by constantly by improving 
Maslow’s Hierarchy of 
Needs Theory    
Organization culture 
Work environment  
Employee motivation 
 
Sales Performance 
 
Staff benefits  
Expectancy Theory 
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employee performance itself in the employees. Organizations that uphold on its culture emphasize the 
input and involvement of staff in organization issues participation. 
 
2.5.3 Work environment     
The study measured work environment practices through reading relevant documents and reports and 
questionnares were also dustributed to the respondents. The working environment includes work activities 
and organization of work, health, skills, well-being and safety, work life balance, training, pay are 
considered important aspects of working conditions. Variations in working conditions can generate serious 
industrial relations issues. 
2.5.4 Staff Benefits 
The study measured staff benefits through reading relevant documents and reports and questionnares were 
also dustributed to the respondents. Benefits like bonuses and shares generated enjoyable workplace.  
2.6 Chapter Summary  
Literature review aims to maximize the accuracy of determining that there is need to thoroughly and 
critically select the most appropriate past activities. The study has selected the past activities that fall 
within the objectives of the study;  that will give a clear account of all past theoretical undertakings that 
tried to investigate how human capital development influences sales performance in the insurance industry 
in Kenya.  The literature sets out to explore and analyse how human capital development influences sales 
performance in the insurance industry in Kenya critically and challenges that come with it. It is aimed at 
providing a theoretical and conceptual basing from which a methodology for research was developed, an 
analytical framework chosen, relevant data collected and consequent analyses carried out towards drawing 
conclusions on how human capital development influences sales performance in the insurance industry in 
Kenya. 
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CHAPTER THREE 
RESEARCH DESIGN AND METHODOLOGY 
3.0 Introduction  
Research methodology offers an explanation into what type of research this study is all about. It also 
defines study population and the specific sampling methods used, data analysis and collection methods. 
The chapter also include design, pilot study, validity, reliability and ethical consideration.  
3.1 Research Design  
A general layout that the researcher uses to respond to research questions is referred to as research design. 
Orodho (2009) defines research design as general layout that is used to answer research questions. This 
study dilemma was carried out though descriptive research designs. Cooper and Schindler (2008) describe 
descriptive design as process of establishing how, what and where an incident occurred.  
 
 A research design that is descriptive is appropriate for studies that have specific issues where problems 
have been defined (Mugenda and Mugenda, 2003). The issues in the study being an  investigation on how 
human capital development influences sales performance in the insurance industry in Kenya  case study 
of Resolution Health Services are thus geared to address the essential why, who, when, what, and how 
questions in the research. The study seeks to describe a situation through the study of variable 
relationships. The study describes and defines the subject matter by profiling issues under study (Cooper 
& Schindler, 2008).  
3.2 Target Population  
Borg and Grall (2009) described target population as common set of study units which the researcher 
wishes to generalize results. The study target populations were staff of Resolution Health Services while 
the study population was 250 employees. According to Mugenda and Mugenda (2003) target populations 
are units that have observable characteristics that the study uses to generalize the finding.  
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Table 3.1: Table showing research study target population  
Category  
Target Population Percentage  
Senior level management    30 12 
Middle  level management   70 28 
Non-management staff  150 50 
Total 
250 100 
 
3.3 Sample and Sampling Design 
A sample is defined as a subject of a populace that has been selected to reflect or represent characteristics 
of a population (Kothari, 2004). A stratified proportion sampling is employed to obtain a suitable unit 
representative of analysis. This is because of the heterogeneity of the population and respondents all had 
equal opportunity of participation. Kothari, (2004) argues that a stratified proportional sample will 
increase efficiency and submit enough data for analysis. This method is cost effective, fast track data 
collection, and access to the unit of analysis and fundamentals of the research.  Sampling that is random 
stratified was adopted in choosing the respondents.  Kothari (2004) observed that sample drawn randomly 
is unbiased in a way that no number of populations has any chance of being selected more than the other. 
From each stratum, 30 percentage respondents was selected and be used to gather the required information. 
 
An unbiased sample is a set of objects chosen from a complete sample using a selection process that does 
not depend on the properties of the objects.  To avoid a biased or unrepresentative sample in this research, 
a random sample, also known as a probability sample was used.  Each individual member of the population 
had a known, non-zero chance of being selected as part of the sample and this was to ensure that the 
sample was not biased. This was achieved by walking into the offices on different days and hours and 
approaching any available sales representative until the sample size was achieved. 
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Table 3.2: Table showing sampling size 
Category  Target Population  Sample size  % 
Senior level management    30 9 12 
Middle  level management   70 21 28 
Non-management staff  150 45 60 
Total 250 75 100 
3.4 Data Collections Techniques  
The researcher used questionnaires to collect data especially primary data as outlined by Kothari (2004). 
A questionnaire is an instrument of research that contains questions on the variables of the study. The 
researcher used questionnaires which are more efficient and economical tool for descriptive and 
preventive research for the sample size that is chosen. This way it was easier to identify the level by which 
the respondent agreed or disagreed (Kothari, 2004). 
 
The study used secondary data for literature review; these materials used included books, journals, reports, 
journals, magazine and internet literature. The research collected primary data for this study report and 
used secondary data for literature review.  
3.5 Pilot study 
The aim of a pilot study is to establish validity and reliability of instruments of research (Cooper & 
Schindler, 2008). The study adopted content validity to measure the degree to which data was to be 
collected with the aid of questionnaires. The pilot testing was conducted using the questionnaire on 10 
staff members on the ground. The pilot group was done through random sampling. According to Cooper 
and Schindler (2008), a pilot study should be ten percent of the main study.  
3.5.1 Validity  
The researcher used both content and faces visibility to ascertain validity of the questionnaire. Mugenda 
and Mugenda (2003) describe validity as the correctness, capacity of interpretations founded on study 
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finding. The research conducted the pilot study to validate the study questionnaire. Content validity draws 
an extrapolation from assessment scores to large domain of similar to those on the test. Gillham (2008) 
explains that understanding and expertise protected by items tested in large area dynamics. 
3.5.2 Reliability 
The study obtained a co-efficient of 0.6 for the constructs that were considered for the study. The construct 
multiple of dependability is Cronbach alpha; according to Rousson, Gasser and Seifer (2012) the standard 
acceptable reliability coefficient is 0.6 the study adopted Cronbach Alpha was used to test research 
instruments reliability.  
 
3.6 Data Analysis and Presentation 
Descriptive statistics was used for data analysis; specifically, means, averages and calculations were 
applied in the study. The tools for data analysis were simple tabulations and presentations of the report 
using spread sheets. The data was presented using tables, charts and graphs. Quantitative and qualitative 
methods were both used for data analysis; Data was first coded then organized into concepts from which 
generalization was made of entire population. Data will then be tabulated and frequencies calculated on 
each variable under study and interpretations made from the field findings. Percentages will then calculate 
and interpretation made.  
3.7 Ethical Consideration   
The researcher undertakes various steps to certify that the research observes research principles values. 
Research authorization permit was obtained from the Permission that was sought from the participating 
institutions, Management University of Africa and Resolution Health Services. 
3.7.1 Voluntary Participation 
The researcher sought consent from the management before administering the questionnaires. Participants 
were asked to verbally consent to participate in the research, for which they were free to participate or not 
to. The researcher explained to them that the information that they gave was used only for the study. The 
researcher explained that meaningful data for this study was achieved if they contribute their views about 
research topic.  
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3.7.2 Informed Consent 
Borrowing from Oliver (2004) the researcher ensured that through the principle of informed consent, 
complex as it is, and the respondents was devoid of hang-ups that come with lack of clear expectations of 
the research. As Oliver points out, some respondents may be impressed by the status of the researcher, or 
even by the word research has used and may agree to participate without having a good idea of what the 
research is all about. 
3.7.3 Confidentiality  
The researcher explained to the respondents that the data that was gathered in this study was treated in 
confidence and that the findings were meant for a project of Management University of Africa. The 
researcher explained to the respondents that the data will be coded and no one, whatsoever, related the 
data to the respondents for both external and internal audiences of the project.  
3.7.4 Anonymity 
The researcher accorded the respondents their due respect while at the same time ensuring questions were 
answered as per expectations of the research, interjecting questions, intelligibly. The researcher picked 
respondents without any discrimination. This helped the researcher to receive truly anonymized 
respondents even to the researcher himself. This was achieved through self-administered questionnaires 
with an anonymous method of return.  
 
3.8 Chapter Summary 
This section outlines the methodology used in this study by offers and explanation into what type of 
research this study is all about. It also defines study population and the specific sampling methods to be 
used, data analysis and collection methods, study design, pilot study, validity, reliability and ethical 
consideration.  
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CHAPTER FOUR  
RESEARCH FINDINGS AND DISCUSIONS 
4.0 Introduction  
Research findings are presented in this chapter. The chapter has been sectioned into; response rate, 
respondent’s background, and an investigation on how human capital development influences sales 
performance in the insurance industry in Kenya, a case study of Resolution Health Services.  
4.1 Presentations of Research Findings 
4.1.1 Response Rate  
This refers to response by the respondents which was administered through questionnaires from each 
strata, as per the sample size as shown in the below. The response rate determination was important 
because it clearly enabled the researcher to know the exact number of questionnaires that would be valid 
for analysis. 
Table 4.1: Table showing response rate 
 
 
 
 
 
 
 
Category F % 
Response 70 93 
Non Response 5 7 
Total 75 100 
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Figure 4.1: Figure showing response rate  
 
The researcher distributed questionnaires to 75 respondents which were computed as shown in chapter 
three section four 3 and 4; sampling design and sampling technique. 93% response rate was achieved 
which was favourable for the study as shown table 4.1 and figure 4.1. The response rate for this study was 
93%.  Mugenda and Mugenda (2003) explain 50% reaction is satisfactory and 60% is good awhile any 
response above 70% is perfect for the research. 
Table 4.2:  Table showing respondents gender  
Response
93%
Non Response
7%
Figure showing response rate 
Category Frequency   Percentage 
Male 33 47% 
Female 37 53% 
Total  70 100  
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Figure 4.2: Figure showing respondents gender   
 
 
The gender characteristics of respondents is dominated by females 53 % as shown in figure 4.2 and table 
4.2 above by against males who are 47%. The gender representation of the respondents indicates that, 
views under the study were represented by all gender, and no single opinion can be attributed to a particular 
gender. 
 
Table 4.3: Table Showing Respondents Age Brackets 
 
Variable Frequency Percentage 
18 -23 Years 9 12% 
24-29 Years 18 27% 
30-35 Years 13 18% 
36-41 Years 14 20% 
42 Years and Above 16 23% 
Total 70 100% 
47%
53%
Male
Female
Gender of Respondents
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Figure 4.3: Figure Showing Respondents Age Brackets 
 
 
As indicated in table 4.3 and shown in figure 4.3, 12% of the respondents were had their age fall between 
18-23 years old, 27% belonged in the ages between 24-29 years old years, 18% were aged between 30-35 
years old , 20% are aged between 36-41 years while 23% were aged 42 Years and above. The response 
represents a good dispersion of the respondents in the age bracket but a majority was aged between 24-29 
years. 
 
 
 
 
 
 
 
 
 
 
 
12%
27%
18%
20%
23%
18 -23 Years
24-29 Years
30-35 Years
36-41 Years
42 Years and Above
Figure Showing Respondents Age Brackets
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4.1.2 Demographic Information  
Table 4.4: Table showing the education level  of the respondents    
Variable F % 
Doctorate 4 6% 
Post graduate 20 29% 
Graduate 28 40% 
Diploma 18 26% 
Secondary 0 0% 
Primary 0 0% 
Totals 70 100 
Figure 4.4: Figure showing the education level  of the respondents  
 
 
The response as indicated in figure and table 4.4 indicates that most of the respondents had graduate degree 
at 40%, 29% were post graduates while 6% had doctorate and 26% had diploma and none indicated 
6%
29%
40%
26%
0% 0%
Doctorate Post graduate Graduate Diploma Secondary Primary
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secondary education and primary education. This can be interpreted to mean that the respond educations 
level is adequate to answer and interpret research questions.  
Table 4.5: Table Showing Respondents position held in the firm  
Variable Frequency Percentage 
Managers   11 16% 
Supervisors   12 17% 
Accountants  8 11% 
Sales representative   20 29% 
Field officers  19 27% 
Total 70 100% 
 
Figure 4.5: Figure showing respondents position held in the organisation  
 
As shown above in table 4.5 and figure 4.5 29% of the respondents indicated that they are Sales 
representative, 27% indicated they are flied officers, 17% indicated supervisors and 16% indicated they 
Managers
Supervisors
Accountants
Sales representative
Field officers
16%
17%
11%
29%
27%
Figure showing respondents position held in the organisation 
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are managers while 11% are accountants. The research findings indicated that the respondents are in a 
better position to understand the variables under study.  
4.2 Main Issues of the Study  
4.2.1 Employee Motivation    
Table 4.6: Table showing the extent in which employee motivation affects sales performance 
 
Figure 4.6: Figure showing the extent in which employee motivation affects sales performance 
 
Very Great Extent
Great Extent
Little Extent
Very Little Extent
37%
49%
14%
0%
Figure showing the extent in which employee motivation affects sales 
performance
Category Frequency Percentage 
Very great extent 26 37% 
Great extent 34 49% 
Little extent 10 14% 
Very little extent 0 0% 
Total 70 100 
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Respondents were required to indicate the extent in which employee motivation affects sales performance 
37% indicated Very great extent, 49% indicated great extent, 14% indicated as shown in figure 4.6 and 
tabulated in table 4.6. This shows that respondents believe that employee motivation affects sales 
performance. 
 Table 4.7: Table showing if respondents are satisfied with employment contract  
 
Figure 4.7: Figure showing if respondents are satisfied with employment contract 
 
Respondents were asked to indicated respondents are satisfied with the current employment contract 11% 
Strongly agreed 19%  agreed 43% disagreed and 27% Strongly disagree as shown in figure 4.7 and table 
Strongly Agree
Agree
Disagree
Strongly Disagree
11%
19%
43%
27%
Figure showing if respondents are satisfied with employment contract
Category Frequency Percentage 
Strongly agree 8 11% 
Agree 13 19% 
Disagree 30 43% 
Strongly disagree 19 27% 
Total 70 100 
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4.7. This shows that the staff are not happy with what they are compensated.  
Table 4.8: Table showing if the current employment benefit package is fair and equitable 
 
Figure 4.8: Figure showing if the current employment benefit package is fair and equitable 
 
 
Respondents were asked to indicated if the current employment benefit package is fair and equitable  3% 
Strongly agreed 13%  agreed 54% disagreed and 30% Strongly disagree as shown in figure 4.8 and table 
4.8 above. Majority of the respondents feels those benefit packages are not fair and equitable to all staff 
members in the organization. The findings on employee motivation are in line with the other studies such 
as Ferman (2011) findings that employee motivation is the basis of organizational survival; employees are 
the greatest asset of an organization. Organization might only spend resources to intrinsically motivated 
employees but to also find ways to support their motivation process. 
Strongly Agree
Agree
Disagree
Strongly Disagree
3%
13%
54%
30%
Figure showing if the current employment benefit package is fair and 
equitable
Category Frequency Percentage 
Strongly agree 2 3% 
Agree 9 13% 
Disagree 38 54% 
Strongly disagree 21 30% 
Total 70 100 
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4.2.2 Organisational culture 
Table 4.9: Table showing the extent to which organization culture affects sales performance  
 
Figure 4.9: Figure showing the extent to which organization culture affects sales performance  
 
As shown in table 4.9 and figure 4.9 organization culture affects sales performance 31% of the respondent 
indicated very great extent, 54% indicated great extent, 11% indicated little extent while 3% indicated 
Very little extent. This shows that respondents agree that organization culture affects sales performance. 
Very Great Extent
Great Extent
Little Extent
Very Little Extent
31%
54%
11%
3%
Figure showing the extent to which organization culture affects sales 
performance 
Category Frequency Percentage 
Very great extent 22 31% 
Great extent 38 54% 
Little extent 8 11% 
Very little extent 2 3% 
Total 70 100 
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Table 4.10: Table showing if respondents supervisor provides supportive supervision to 
individuals while maintaining a harmonious working relationship 
 
Figure 4.10: Figure showing if respondents supervisor provides supportive supervision to 
individuals while maintaining a harmonious working relationship 
 
As shown in table 4.10 and figure 4.10  respondent were asked if  their supervisor provides supportive 
supervision to individuals while maintaining a harmonious working relationship 31% Strongly agreed, 
54% agreed, 11% disagree while 3% Strongly disagree. This shows that respondents receive enough 
support from their supervisors.   
Strongly Agree
Agree
Disagree
Strongly Disagree
31%
54%
11%
3%
Figure showing if respondents supervisor provides supportive 
supervision to individuals while maintaining a harmonious working 
relationship
Category Frequency Percentage 
Strongly agree 22 31% 
Agree 38 54% 
Disagree 8 11% 
Strongly disagree 2 3% 
Total 70 100 
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Table 4.11: Table showing if there is a clear employee sales performance management plan in the 
organization 
 
Figure 4.11: Figure showing if there is a clear employee sales performance management plan in 
the organization 
 
As shown table 4.11 and figure 4.11 respondents were asked if there is a clear employee sales performance 
management plan in the organization 34% Strongly agreed, 54% agreed and 11% disagreed. Majority of 
the respondents agreed that the organization has a sales performance management plan.  
Strongly Agree
Agree
Disagree
Strongly Disagree
34%
54%
11%
0%
Figure showing if there is a clear employee sales performance 
management plan in the organization
Category Frequency Percentage 
Strongly agree 25 34% 
Agree 38 54% 
Disagree 8 11% 
Strongly disagree 0 0% 
Total 70 100 
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 Table 4.12: Table showing if respondent supervisor provides timely feedback that is correctional 
in nature on matters affecting sales performance 
 
Figure 4.12: Figure showing if respondent supervisor provides timely feedback that is correctional 
in nature on matters affecting sales performance 
 
As shown in table 4.10 and figure 4.10  respondent were asked if  supervisor provides timely feedback 
that is correctional in nature on matters affecting sales performance 31% Strongly agreed, 54% agreed, 
11% disagree while 3% Strongly disagree. This shows that respondents receive enough support from their 
supervisors. The study has established that organizational culture influence sales performance would 
increase motivation and the feeling of self-efficacy. The findings are in agreement with studies by Thomas 
and Velthouse (2009) and Kanungo and Conger (2008). Their studies establish that the managers and 
Strongly Agree
Agree
Disagree
Strongly Disagree
31%
54%
11%
3%
Figure showing if respondent supervisor provides timely feedback that 
is correctional in nature on matters affecting sales performance
Category Frequency Percentage 
Strongly agree 22 31% 
Agree 38 54% 
Disagree 8 11% 
Strongly disagree 2 3% 
Total 70 100 
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supervisors using organizational policies have a greater effort due to intrinsic rewards derived from doing 
a particular job with a higher expectation of accomplishing it. Organizational practices that are aimed at 
granting discretion and providing training improve job performance. 
 
4.2.3 Working Conditions  
Table 4.13: Table showing the extent in which working affects sales performance 
 
 
 
Figure 4.13: Figure showing the extent in which working conditions affects sales performance 
 
As shown in table 4.13 and figure 4.13 working conditions affects sales performance 37% of the 
respondents indicated very great extent, 49% indicated great extent, 14% indicated as shown in figure 
Very Great Extent
Great Extent
Little Extent
Very Little Extent
37%
49%
14%
0%
Figure showing the extent in which working conditions affects sales 
performance
Category Frequency Percentage 
Very great extent 26 37% 
Great extent 34 49% 
Little extent 10 14% 
Very little extent 0 0% 
Total 70 100 
34 
 
4.13 and tabulated in table 4.13. This shows that respondents believe that working conditions affects sales 
performance. 
 Table 4.14: Table showing if respondents agrees that organization present best working 
conditions 
 
Figure 4.14: Figure showing if respondents agrees that organization present best working 
conditions 
 
 
Respondents were asked if they agrees that  their organization present best working conditions 11% 
Strongly Agree
Agree
Disagree
Strongly Disagree
11%
19%
43%
27%
Figure showing if respondents agrees that organization present best 
working conditions
Category Frequency Percentage 
Strongly agree 8 11% 
Agree 13 19% 
Disagree 30 43% 
Strongly disagree 19 27% 
Total 70 100 
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Strongly agreed 19%  agreed 43% disagreed and 27% Strongly disagree as shown in figure 4.14 and table 
4.14.  
 
Table 4.15: Table showing if staff welfare caters for staff personal needs that are not covered by 
the employer 
 
Figure 4.15: Figure showing if staff welfare caters for staff personal needs that are not covered by 
the employer 
 
 
Strongly Agree
Agree
Disagree
Strongly Disagree
3%
13%
54%
30%
Figure showing Staff welfare caters for staff personal needs that are 
not covered by the employer
Category Frequency Percentage 
Strongly agree 2 3% 
Agree 9 13% 
Disagree 38 54% 
Strongly disagree 21 30% 
Total 70 100 
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Respondents were asked to indicated if staff welfare caters for staff personal needs that are not covered 
by the employer.  3% Strongly agreed 13%  agreed 54% disagreed and 30% Strongly disagree as shown 
in figure 4.15 and table 4.15 above. These findings agree with Drucker (2005) who observed that work 
environment influence employee performance which has positive significant impact performance of an 
organization. Unise (2004) observed that work environment influence job performance and growth of 
business positively respondents. These findings were similar to Strutton (2010) who indicate that working 
environment includes inspirations, anxieties, and reasonable, technological factors, political, economic, 
demographic and regulatory that affects the survival, growth and operations of organization. 
4.2.4 Staff Benefits  
Table 4.16: Table showing the extent to which staff benefits affects sales performance  
Category Frequency Percentage 
Very great extent 30 43% 
Great extent 40 57% 
Little extent 0 0% 
Very little extent 0 0% 
Total 70 100 
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Figure 4.16: Figure showing the extent to which staff benefits affects sales performance  
 
The respondents were asked if the extent in which staff benefits affects sales performance at Resolution 
Health Services 43% indicated Very great extent while 57% indicated to a great extent as shown in table 
4.16 and figure 4.16. This shows that staff benefits have significant relations with sales performance. 
Table 4.17: Table showing if respondents were satisfied with staff benefits in the organization.    
 
Very Great Extent
Great Extent
Little Extent
Very Little Extent
43%
57%
0%
0%
Figure showing the extent to which staff benefits affects sales 
performance 
Category Frequency Percentage 
Strongly agree 2 3% 
Agree 9 13% 
Disagree 38 54% 
Strongly disagree 21 30% 
Total 70 100 
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Figure 4.17: Figure showing if respondents were satisfied with staff benefits in the organization 
 
 
Respondents were asked to indicated if if respondents were satisfied with staff benefits in the organization  
3% Strongly agreed 13%  agreed 54% disagreed and 30% Strongly disagree as shown in figure 4.17 and 
table 4.17 above. The findings are in the line with finding with Mollen and Duberg (2010) carried a study 
on reward system in the healthcare sector, the finding established that salary is an important aspect in the 
reward system; however other benefits like bonuses and shares generated enjoyable workplace, they 
recommended that public organization must reconsidered and redesign a reward system similar to those 
of private organization.  Ali and Ahmed (2008) investigated the impact of reward and recognition 
programs on employee motivation and satisfaction.  The major finding was that factors affecting 
satisfaction were payment at 86%; promotion 74%; working conditions 61% and personal issues at 37%.  
4.3 Limitations  
Owing to the nature and characteristics of the target respondents, most of respondents were reluctant to   
disclosing information with regards to the survey for fear of being reprimanded by the management who 
are responsible for handling issues related to the matter under study. In this case, the researcher guaranteed 
the respondents of the privacy of the data that they provided and sought authority from management to 
undertake research in the firm. The researcher also attached authority research letter from the university 
to the questionnaire so as give further assurance on the purpose of the study. 
Strongly Agree
Agree
Disagree
Strongly Disagree
3%
13%
54%
30%
Figure showing if respondents were satisfied with staff benefits in the 
organization
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4.4 Chapter Summary 
This research report endeavours to ease the predicament of reporting an illustrative study examining an  
investigation on how human capital development influences sales performance in the insurance industry 
in Kenya  a case study of Resolution Health Services  in Parkfield place, Muthangari drive, off Waiyaki, 
Westlands , in Nairobi. The findings were therefore influenced by both males and females. Data analysis 
was through descriptive method.  
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CHAPTER FIVE 
SUMMARY, RECOMMENDATIONS AND CONCLUSION 
5.0 Introductions  
In the section contains summary of research outcomes, recommendations and conclusion of the research 
study are outlined in this section in relation to study variables. Conclusion is made based on the study 
findings with reference to an investigation on how human capital development influences sales 
performance in the insurance industry in Kenya. 
5.1 Summary of Findings 
Out of 75 questionnaires that were distributed 93 percent response rate was achieved. The dominating 
were females 53% against males who were 47%, 12% of the respondents were had their age fall between 
18-23 years old, 27% belonged in the ages between 24-29 years old years, 18% were aged between 30-35 
years old , 20% are aged between 36-41 years while 23% were aged 42 Years and above. Majority of the 
respondents had had graduate degree at 40%, 29% were post graduates while 6% had doctorate and 26% 
had diploma and none indicated secondary education and primary education. This can be interpreted to 
mean that the respond educations level is adequate to answer and interpret research questions. 29% of the 
respondents indicated that they are sales representative, 27% indicated they are officers, 17% indicated 
supervisors and 16% indicated they are managers while 11% are accountants.  
5.1.1 Employee Motivation    
Respondents were required to indicate the extent in which employee motivation affects sales performance 
86% agreed it does while 14% were of a contrary opinion indicated. Only 30% were satisfied with the 
current employment contract while 70% were not. Respondents were also asked if the current employment 
benefit package is fair and equitable  16% agreed and 84 % disagreed and feels those benefit packages are 
not fair and equitable to all staff members in the organization. The findings on employee motivation are 
in line with Ferman (2011) findings that employee motivation is the basis of organizational survival; 
employees are the greatest asset of an organization. Organization might only spend resources to 
intrinsically motivated employees but to also find ways to support their motivation process. 
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5.1.2 Organizational Culture   
Respondents were required to indicate the extent in which organization culture affects sales performance 
31% indicated Very great extent, 54% indicated great extent, 11% indicated little extent while 3% 
indicated Very little extent. Respondent were asked if their supervisor provides supportive supervision to 
individuals while maintaining a harmonious working relationship 86% agreed while 14% disagree. This 
shows that respondents receive enough support from their supervisors and if there is a clear employee 
sales performance management plan in the organization 88% agreed while 12% disagreed. Majority of the 
respondents agreed that the organization has a sales performance management plan and finally if 
supervisor provides timely feedback that is correctional in nature on matters affecting sales performance 
86% agreed, 14% this could be concluded that respondents receive enough support from their supervisors. 
The study has established that organizational culture influence sales performance would increase 
motivation and the feeling of self-efficacy. The findings are in agreement with studies by Thomas and 
Velthouse (2009) and Conger (2008). Their studies establish that the managers and supervisors using 
organizational policies have a greater effort due to intrinsic rewards derived from doing a particular job 
with a higher expectation of accomplishing it. Organizational practices that are aimed at granting 
discretion and providing training improve job performance. 
 
5.2.3 Working Conditions   
Respondents were required to indicate the extent in which working conditions affects sales performance 
37% indicated Very great extent, 49% indicated great extent, 14% little extend.  Respondents were also 
asked if they agrees that  their organization present best working conditions 30% agreed while 70% 
disagree. Respondents were asked to indicated if staff welfare caters for staff personal needs that are not 
covered by the employer  26% agreed while 74%  disagreed. These findings agree with Drucker (2005) 
who observed that work environment influence employee performance which has positive significant 
impact performance of an organization. Unise (2004) observed that work environment influence job 
performance and growth of business positively respondents. These findings were similar to Strutton 
(2010) who indicate that working environment includes inspirations, anxieties, and reasonable, 
technological factors, political, economic, demographic and regulatory that affects the survival, growth 
and operations of organization. 
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5.1.4 Staff Benefits   
The respondents were asked if the extent in which staff benefits affects sales performance at Resolution 
Health Services 43% indicated Very great extent while 57% indicated to a great extent as shown in table 
4.16 and figure 4.16. This shows that staff benefits have significant relations with sales performance and 
also respondents were asked to indicate if if respondents were satisfied with staff benefits in the 
organization 26% agreed while 74% disagreed. The findings are in the line with Mollen and Duberg (2010) 
carried a study on reward system in the healthcare sector, the finding established that salary is an important 
aspect in the reward system; however other benefits like bonuses and shares generated enjoyable 
workplace, they recommended that public organization must reconsidered and redesign a reward system 
similar to those of private organization.  Ali and Ahmed (2008) investigated the impact of reward and 
recognition programs on employee motivation and satisfaction.  The major finding was that factors 
affecting satisfaction were payment at 86%; promotion 74%; working conditions 61% and personal issues 
at 37%.   
5.2 Recommendations 
The study had the following recommendations 
Staff motivation affects sales performance; the management of Resolution Health Services should not 
only remunerate their staff fairly according to responsibilities and duties they perform. Human resource 
manager at Resolution Health Services should ensure that promotions are awarded on merit and employee 
satisfaction level increases through fair and equitable pay.  Employee Motivation is a fundamental 
function and Resolution Health Services management through the human resource department should 
address issues such as performance management, job values, pension, rewards management, contingent 
pay and employees benefit. Motivation practices in organization should take in to account values, 
strategies and goals. 
Resolution Health Services Management should play manifest part in influencing organizational culture 
that is aligned to organization structure and strategy. Management of Resolution Health Services should 
have a clear picture of the company‘s organizational culture. Management of Resolution Health Services 
should focus more on adhering to organization mission by ensuring that employees are conversant with 
mission and visions of the organization. Senior administration must toil on ethical practices in the 
organization that are likely to promote higher performance culture. Management of Resolution Health 
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Services should invest in regular staff training and development in order to improve and develop human 
capability.  Management of Resolution Health Services should involve employees in decision making this 
makes the employee identify themselves with the organization. Training and development is a useful tool 
for employees to perform their jobs, if training and develoment programmes are periodically arranged 
employees skills are regularly improved hence better performance, Resolution Health Services 
management should know that Training and development of individual staff enhances satisfaction as well 
as performance. 
Working environment impacts on sales performance and Resolution Health Services management should 
create work effectiveness by creating conducive and comfortable working environment for ease of staff 
to perform their duties in an effective and efficient manner. The HR and Administration department should 
ensure that staff work station is designed in such a way that it does not affect employee productivity. 
Better working conditions are enhanced in a presence of elegant work environment and increases 
employee satisfaction level.  So in order to increase the satisfaction of employee`s performance Resolution 
Health Services management should ensure and provide flexible, adjustable and  appropriate workstations 
and carry periodical checks on facilities that staff use. 
Management of Resolution Health Services should ensure that other benefits offered along with life 
assurance package are competitive enough.  Issues such as salaries increment should be on an annual basis 
to caution the ever rising inflation.  Provision on training and development should be well document and 
all staff should be made aware of the same and management should introduces other benefits that are 
comparable with other organizations.  They should also have provisions for mortgage facilities and car 
loans.  
 
5.3 Area of Further Study 
The study suggest that a comparable research should be done in both public and private firms such as 
banks, hotels to validate the finding of the current study.  The suggested research title should read; an 
investigation in to how human capital development influences sales performance in public sector and / or 
private owned firms in Kenya.  
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5.4 Conclusion 
Organizations have adopted different approaches with the aim of promoting innovativeness and improving 
performance especially in sales and marketing. The study established that certain practices such as 
providing staff with training and skills positively influence employee perception on performance hence 
increased sales; other practices such as rewards that are performance based that provide staff with more 
information on organizational objectives have a meaningful influence on staff performance. To increase 
quality of employee performance, training and development should be among the HR policies.  Training 
and development is vital for both organization and staff improvement. Employee training provides 
individual development and broadens staff knowledge and capabilities for well-organized team work.  
Working conditions and good remuneration will attract and retain and also motivate employees who 
understand the organization objectives.  The study has established that that all the independent variables 
influenced the dependent variable positively and employee motivation influences employee sales 
performance followed by working environment and then organization culture and finally staff benefits. 
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APPENDIX I  
RESEARCH STUDY INTRODUCTION LETTER 
 
Dear Sir/ Madam  
My name is Naomi Mugure Wangunyu and I study at Management University of Africa.  As part of 
requirement to graduate with a degree in Management and Leadership I am conducting a study titled: AN 
INVESTIGATION IN TO HOW HUMAN CAPITAL DEVELOPMENT INFLUENCES SALES 
PERFORMANCE IN THE INSURANCE INDUSTRY IN KENYA: A CASE STUDY OF 
RESOLUTION HEALTH SERVICES. For this reason I humbly request you to assist in filling the 
attached questionnaire to the best of your knowledge. The information that you will provide is strictly for 
academic purposes and shall not be used for any other purpose and your names shall not appear in this 
study. Your input will go a long way to facilitate this research study. 
  
Thank you    
 
 
NAOMI MUGURE WANGUNYU 
 
ODL-BML/06/00253/2/2015 
 
Management University of Africa 
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APPENDIX II  
RESEARCH STUDY QUESTIONNAIRE 
I humbly request you to assist by providing the following information regarding the topic AN  
INVESTIGATION IN TO HOW HUMAN CAPITAL DEVELOPMENT INFLUENCES SALES 
PERFORMANCE IN THE INSURANCE INDUSTRY IN KENYA; A CASE STUDY OF 
RESOLUTION HEALTH SERVICES.  Any information collected shall only be used for my academic 
research project. The questionnaire will only require less than ten minutes of your time.  As such kindly 
spare time to fill in. 
Instructions 
Tick the appropriate response. Where the question is opened indicate your answer in writing 
1.  Indicated your gender?  Female [    ] Male [    ] 
2.  What is your age bracket 18years-23years [    ] 24years -29years [    ] 30years – 35years [    ] 36years 
-41years [    ] Above 42 years [    ] 
3. Indicate your education level  
  Primary (  ) Secondary [    ] College [    ] Undergraduate [    ] Post Graduate [    ] Doctorate  
4. Your current position held in the firm ……………………………………… 
 
Main Issues of the Study  
Employee motivation  
1. To what extent does employee motivation affects sales performance at Resolution Health Services?  
Very great extent [    ]       Great extent [    ]       Little extent [    ]     Very little extent [    ]       
2. I am satisfied with my current employment contract period.   Strongly agree  [    ]        Agree [    ]       
Disagree [    ]     Strongly disagree [    ]        
3. The current employment benefit package is fair and equitable.     Strongly agree  [    ]     Agree [    ]       
Disagree [    ]     Strongly disagree [    ]      
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Organisational culture 
4. To what extent does organization culture affects sales performance among employees at Resolution 
Health Services. Very great extent [    ]       Great extent [    ]       Little extent [    ]     Very little extent 
[    ]       
5. My supervisor provides supportive supervision to individuals while maintaining a harmonious 
working relationship Strongly agree [    ]      Agree [    ]       Disagree [    ]     Strongly disagree [    ]     
6. The supervisor provides timely feedback that is correctional in nature on matters affecting my sales 
performance  Strongly agree [    ]        Agree [    ]       Disagree [    ]     Strongly disagree [    ]     
7.   There is a clear employee sales performance management plan in the organization. Strongly agree [    
]        Agree [    ]       Disagree [    ]     Strongly disagree [    ]     
Working conditions  
8. To what extent does working conditions affects sales performance at Resolution Health Services?  
Very great extent [    ]       Great extent [    ]       Little extent [    ]     Very little extent [    ]       
9. My organization present best working conditions.    
Strongly agree [    ]        Agree [    ]       Disagree [    ]     Strongly disagree [    ]        
10. Staff welfare caters for staff personal needs that are not covered by the employer  
Strongly agree [    ]     Agree [    ]       Disagree [    ]     Strongly disagree [    ]      
Staff Benefits  
11. To what extent does staff benefits affects sales performance at Resolution Health Services?  
 Very great extent [    ]       Great extent [    ]       Little extent [    ]     Very little extent [    ]       
12. I am satisfied with staff benefits in my organization.    
Strongly agree [    ]        Agree [    ]       Disagree [    ]     Strongly disagree [    ]    
     
Thanks for your participation. 
